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Today’s topics

• City of Gold Coast quick facts
• CX strategic drivers and strategic approach
• Why we selected OpenCities
• Implementation approach
• Outcomes delivered
• Key learnings
• Q&A



City of Gold Coast quick facts

• Australia’s sixth largest city
• Australia’s second largest local government
• Population 635,000 and rapidly growing
• One in three residents born overseas
• Over 13 million visitors per year
• 57 kilometres of coastline
• Over 100,000 hectares of World Heritage 

listed rainforests
• Host of the 2018 Commonwealth Games



Strategic drivers
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Customer Experience Strategy

OUR VISION IS TO MAKE LIFE EASIER 

FOR OUR RESIDENTS, BUSINESSES 

AND VISITORS



Customer Experience Strategy – technology investment

Website

Mobile App



Our website

Customer sessions

5 million 2.8 million 55%
Users on

mobile devices
Users

Our primary objective was to redesign our website and its content to help customers to quickly: 

• Find what they need 

• Understand the information easily 

• Complete tasks online 



Why we chose OpenCities

Specifically designed for local government

Simple user interface

Speed to delivery

Out of the box capability

Cloud hosted and responsive



4 websites rebuilt on 1 cloud hosted responsive platform
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Implementation approach

Phased approach to build and release management
Team members assigned to focus on:
• Project management
• Content review and rewrite
• Change management / stakeholder engagement
• Business analysis

• Web development
• Web design
• Content build
• Information architecture
• BAU



Design thinking • Clean, modern design

• Search driven

• Uncluttered menu structures

• Customer focused

• Plain English 

• Use of hero imagery to provide a sense of 
place and showcase our city’s beauty

• Simplify, simplify, simplify



More location-based content



Distinctive branding and new fresh theme



Information architecture review



Content review

The Web Transformation Project involved the review of over 3,500 pages. We needed to 
ensure all content was: 

• task-based for customers (not information-based by department) 
• relevant to intended audience 
• short and simple (written in plain English consistent with Communication Guide and at 

Year 8 reading level where possible) 
• necessary and up to date. 

The City’s new website now has half the number of pages. 



Outcomes



What do our customers think 

of our website?



Key learnings from project

What worked well Key challenges

• Project manager and business leader 
worked in tandem

• Supportive and responsive executive 
sponsorship

• Stakeholder engagement at the right times
• Regular communication to broader 

business for awareness
• Staged approach to implementation
• Close working relationship with OpenCities 

support team

• Phased approach meant running two sites 
in parallel for several months (change 
freeze put in place to minimise impact)

• Content writer capability and capacity at 
certain stages of the project

• Volume of content for review and build
• Some stakeholders reluctant to accept 

significant changes to their content
• Some deliverables were constrained by 

out of the box functionality, resulting in 
custom development to meet requirements
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